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MEMORANDUM
T THE COMMISSION
FROM: Utilities Division
DATE: March 9, 2021
RE: IN THE MATTER OF PROPOSED MODIFICATIONS TO THE RULES
REGARDING TERMINATION OF SERVICE.
(DOCKET NO. RU-00000A-19-0132)
INTRODUCTION

Enclosed are the Commission Staff's memorandum and proposed order in the matter of
Proposed Modifications to the Rules Regarding Termination of Service (Docket No. RU-00000A -
19-0132). This is only a Staff recommendation to the Commission; it has not yet become an order
of the Commission. The Commission can decide to accept, amend or reject Staff's proposed order.

You may file comments to the recommendation(s) of the proposed order by e-filing at
hups: veliling.azec.gov: or filing an original and thirteen (13) copies of the comments with the
Commission’s Docket Control Center at 1200 West Washington Street, Phoenix, Arizona 85007
by 4:00 p.m. on or before March 19, 2021.

This matter may be scheduled for Commission deliberation at its Open Meetings scheduled
March 23, 2021, at 10:00 a.m. and March 24,2021, at 10:00 a.m.

If you have any questions about this matter, please contact Candrea Allen of our Staff at
(602) 364-0235 or Elijah Abinah, Director, at (602) 542-6935.

BACKGROUND AND HISTORY OF THE TERMINATION OF SERVICE RULES

On June 13, 2019, former Commissioner Boyd Dunn's office opened a new generic docket
for the investigation and comprehensive review of the Arizona Corporation Commission
(“Commission”) disconnection rules and the disconnection policies of public service
corporations.! On June 14, 2019, former Chairman Robert Burns requested that Commission
Utilities Division Staff ("Staff') begin an emergency rulemaking to modify and strengthen the
Commission's electric utilities termination of service rule, Arizona Administrative Code
("A.A.C.") R14-2-211. On June 14, 2019, this docket was opened by Staff for the purpose of

iSee Docket No. E-00000A-19-0128.

ACC - Docket Control - Received 3/9/20215:10 PM
ACC - Docket Control - Docketed 3/10/2021 9:25 AM



THE COMMISSION
March 9, 2021
Page 2

commencing an emergency rulemaking process to enable the Commission to review and amend
the current rules regarding termination of service for electric utilities.

Pursuant to Arizona Revised Statues ("A.R.S.") § 41-1026, an agency is permitted to adopt
rules on an emergency basis if the agency makes a finding that a rule is necessary as an emergency
measure. Specifically, A.R.S. § 41-1026(A) provides that a rule may be adopted as an emergency
measure if the rule is necessary to (1) protect the public health, safety or welfare, (2) comply with
deadlines in amendments to an agency's governing law or federal programs, (3) avoid violation of
federal law or regulation or other state law, (4) avoid an imminent budget reduction, or (5) avoid
serious prejudice to the public interest or the interest of the parties concerned. Adoption of the
emergency rules was necessary to protect the public health, safety and welfare and were adopted
on an emergency basis.

On June 20, 2019, in Decision No. 77260, the Commission approved, as an emergency
measure, the revisions to A.A.C. R14-2-211. On June 21, 2019, the approved emergency rules
became effective the same day they were presented to the Secretary of State’s Office. The
emergency rules were in effect for a period of 180 days and expired on December 18, 2019.

During the June 20, 2019, Staff Open Meeting, the Commission voted for approval to direct
Staff to commence a regular rulemaking to amend the termination of service procedures for all
utilities (electric, gas, water, telephone, and sewer/wastewater). On August 30, 2019, Staff filed
its first draft of proposed modifications to the rules regarding the provision of service, termination
of service, and administrative reporting requirements for all utilities. On September 26, 2019,
Staff filed a revised draft of its proposed modifications to the rules.

On September 30, 2019, and January 30, 2020, Staff held workshops. Participants in the
workshops included current and former Commissioners, representatives from utilities, government
agencies, energy efficiency and environmental advocacy groups, research entities, consumer
advocacy groups, and the public. Many of the same participants also provided written comments.
On November 23, 2020, based on discussions during workshops, comments filed, and the
Commission's directives, Staff filed its third revised draft of the rules which only included the
electric and gas utilities.?> Written comments regarding Staff’s revised draft were filed by
representatives from utilities, consumer advocacy groups, and the general public in December
2020.

Based on Commission directives, written comments, and workshops, Staff believes that
modifying the rules related to the provision of service, termination of service, and administrative
reporting requirements is in the public interest.

Attached to Staff’s Proposed Order as Exhibit A are the modifications to the rules
recommended by Staff. These modifications include revisions to A.A.C. Title 14, Chapter 2,
Article 2, the rules for Electric Utilities, including R14-2-201 (Definitions), R14-2-208 (Provision
of Service), R14-2-211 (Termination of Service), and R14-2-212 (Administrative and Hearing

? Separate dockets were subsequently opened for telecommunications (RT-00000A-19-0248) and water/wastewater
(RWS-00000A-19-0247).
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Requirements) as well as a new R14-2-214 (Compliance by Electric Cooperatives). The
modifications also include similar revisions to A.A.C. Title 14, Chapter 2, Article 3, the rules for
Gas Utilities, including R14-2-301 (Definitions), R14-2-308 (Provision of Service), R14-2-311
(Termination of Service), and R14-2-312 (Administrative and Hearing Requirements) as well as a
new R14-2-315 (Compliance by Gas Cooperatives).

STAFF RECOMMENDATION

Staff has recommended that the Commission direct Staff to file, by April 9, 2021, with the
Office of the Secretary of State, for publication in the 4rizona Administrative Register no later
than April 30, 2021: (1) a Notice of Rulemaking Docket Opening and (2) a Notice of Proposed
Rulemaking.

Staff recommends that the Commission direct Staff to file a draft Economic, Small
Business, and Consumer Impact Statement (“EIS™) by May 27, 2021,

Based on consultation with the Hearing Division, Staff has further recommended that the
Commission direct the Hearing Division to hold telephonic oral proceedings to receive public
comment on the Notice of Proposed Rulemaking on June 3 and 4, 2021, at 10:00 a.m. or as soon
as practicable thereafter.

Staff has further recommended that interested parties be requested to provide comments
concerning the Notice of Proposed Rulemaking by filing written comments with the Commission’s
Docket Control by June 1, 2021; be requested to provide comments in response to other interested
parties’ comments by filing written comments with the Commission’s Docket Control by June 8,
2021; and be permitted to provide oral comments at the proceedings to be held on June 3 and 4,
2021.

Staff has further recommended that the Commission establish additional procedural
deadlines and requirements as may be necessary consistent with the Administrative Procedures
Act and prior Commission rulemaking procedures.

AN O3

Elijah O. Abinal~
Director

Utilities Division
EOA:CLA:jn\MAS

ORIGINATOR: Candrea Allen
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Commissioner
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Commissioner

ANNA TOVAR
Commissioner

JIM O’CONNOR
Commissioner

IN  THE MATTER OF PROPOSED) DOCKET NO.RU-00000A-19-0132
I TON T H RU
MODIFICATIONS O THE ULES) DECISION NO.

REGARDING TERMINATION OF SERVICE. ) —————
; ORDER
)
)

Open Meeting

March 23 and 24. 2021

Phoenix, Arizona
BY THE COMMISSION:
FINDINGS OF FACT

Background and History of The Termination of Service Rules

. On June 13, 2019, former Commissioner Boyd Dunn's office opened a new generic
docket for the investigation and comprehensive review of the Arizona Corporation Commission
(“Commission™) disconnection rules and the disconnection policies of public service corporations.! On
June 14, 2019, former Chairman Robert Bums requested that Commission Utilities Division Staff
("Staff") begin an emergency rulemaking to modify and strengthen the Commission's electric utilities
termination of service rule, Arizona Administrative Code ( "A.A.C.")R14-2-211. On June 14, 2019, this
docket was opened by Staff for the purpose of commenc ing an emergency rulemaking process to enable
the Commission to review and amend the current rules regarding termination of service for electric

utilities.

ISee Docket No. E-00000A-19-0128.
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Z Pursuant to Arizona Revised Statues ("A.R.S.") § 41-1026, an agency is permitted to
adopt rules on an emergency basis if the agency makes a finding that a rule is necessary as an emergency
measure. Specifically, A.R.S. § 41-1026(A) provides that a rule may be adopted as an emergency
measure if the rule is necessary to (1) protect the public health, safety or welfare, (2) comply with
deadlines in amendments to an agency's governing law or federal programs, (3) avoid violation of federal
law or regulation or other state law, (4) avoid an imminent budget reduction. or (5) avoid serious
prejudice to the public interest or the interest of the parties concerned. Adoption of the emergency rules
was necessary to protect the public health, safety and welfare and were adopted on an emergency basis.

3. On June 20, 2019, in Decision No. 77260, the Commission approved, as an emergency
measure, the revisions to A.A.C. R14-2-211. On June 21, 2019, the approved emergency rules became

effective the same day they were presented to the Secretary of State’s Office.

4. The emergency rules were in effect for a period of 180 days and expired on December
18, 2019.
5. During the June 20, 2019, Staff Open Meeting. the Commission voted for approval to

direct Staff to commence a regular rulemaking to amend the termination of service procedures for all
utilities (electric. gas, water, telephone, and sewer/wastewater).

6. On August 30, 2019, Staff filed its first draft of proposed modifications to the rules
regarding the provision of service, termination of service, and administrative reporting requirements for
all utilities. On September 26, 2019, Staff filed a revised draft of its proposed modifications to the rules.

7. On September 30, 2019, and January 30. 2020. Staff held workshops. Participants in the
workshops included current and former Commissioners, representatives from utilitics. government
agencies, energy efficiency and environmental advocacy groups, research entities. consumer advocacy
groups, and the public. Many of the same participants also provided written comments.

8. On November 23, 2020. based on discussions during workshops, comments filed, and

the Commission's directives, Staff filed its third revised draft of the rules which only included the electric

DecisionNo.
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land gas utilities: Written comments regarding Staff’s revised draft were filed by representatives from
utilities. consumer advocacy groups, and the general public in December 2020.

9. Based on Commission directives, written comments, and workshops. Staff believes that
modifying the rules related to the provision of service. termination of service. and administrative
reporting requirements is in the public interest.

10, Exhibit A, attached hereto and incorporated herein, includes the modifications to the
rules recommended by Staff. These modifications include revisions to A.A.C. Title 14, Chapter 2,
Article 2. the rules for Electric Utilities, including R14-2-201 (Definitions), R14-2-208 (Provision of
Service), R14-2-211 (Termination of Service). and R14-2-212 (Administrative and Hearing
Requirements) as well as a new R14-2-214 (Compliance by Electric Cooperatives). The modifications
also include similar revisions to A.A.C. Title 14, Chapter 2, Article 3, the rules for Gas Utilities,
including R14-2-301 (Definitions), R14-2-308 (Provision of Service), R14-2-311 (Termination of
Service), and R14-2-312 (Administrative and Hearing Requirements) as well as a new R14-2-315
(Compliance by Gas Cooperatives).

STAFF RECOMMENDATION

b 7 Staff has recommended that the Commission direct Staff to file. by April 9, 2021, with
the Office of the Secretary of State, for publication in the Arizona Administrative Register no later than
April 30, 2021: (1) a Notice of Rulemaking Docket Opening and (2) a Notice of Proposed Rulemaking
for the rule revisions included in Exhibit A hereto.

12. Based on consultation with the Hearing Division, Staff has further recommended that the
Commission direct the Hearing Division to hold telephonic oral proceedings to receive public comment
on the Notice of Proposed Rulemaking on June 3 and 4, 2021, at 10:00 a.m. or as soon as practicable
thereafter.

13. Staff has further recommended that interested persons be requested to provide comments
concerning the Notice of Proposed Rulemaking by filing written comments with the Commission’s

Docket Control by June 1, 2021; be requested to provide comments in response to other interested

* Separate dockets were subsequently opened for telecommunications (RT-00000A-19-0248) and water/wastewater
(RWS-00000A-19-0247).

Decision No.
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persons’ comments by filing written comments with the Commission’s Docket Control by June 8, 2021;
and be permitted to provide oral comments at the proceedings to be held on June 3 and 4, 2021,

14. Staff has further recommended that the Commission establish additional procedural
deadlines and requirements as may be necessary consistent with the Administrative Procedures Act and
prior Commission rulemaking procedures.

CONCLUSIONS OF LAW

1. Pursuant to Article XV of the Arizona Constitution and A.R.S. Title 40 generally, the
Commission has jurisdiction over the matters raised herein.

% Itis in the public interest to adopt Staff’s recommendations.

ORDER

I'T IS THEREFORE ORDERED that the Utilities Division shall prepare and file, by April 9,
2021, with the Office of the Secretary of State, for publication in the Arizona Administrati ve Register no
later than April 30, 2021: (1) a Notice of Rulemaking Docket Opening and (2) a Notice of Proposed
Rulemaking that includes the text of the rules as included in Exhibit A. attached hereto and incorporated
herein by reference.

I'T IS FURTHER ORDERED that the Hearing Division shall hold oral proceedings to receive
public comment on the Notice of Proposed Rulemaking on June 3 and 4. 2021, at 10:00 a.m. or as soon
as practicable thereafter.

IT IS FURTHER ORDERED that the Hearing Division shall hold each oral proceeding
telephonically.

IT IS FURTHER ORDERED that any interested person may provide public comment
telephonically during either oral proceeding by calling 1-888-450-5996 and using passcode 4573954,

IT IS FURTHER ORDERED that interested persons shall be requested to provide initial
comments concerning the Notice of Proposed Rulemaking by filing written comments with the
Commission’s Docket Control by June 1. 2021: be requested to provide comments in response to other
interested persons’ comments by filing written comments with the Commission’s Docket Control by
June 8, 2021; and be permitted to provide oral comments at the proceedings to be held on June 3 and 4.

2021.

Decision No.
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IT IS FURTHER ORDERED that the Utilities Division shall ensure that the Preamble to the
| Notice of Proposed Rulemaking conforms with the requirements of A.R.S. § 41-1001(16) and provides
notice of the date, time, and phone number and passcode to participate in the oral proceedings required
herein.

IT IS FURTHER ORDERED that the Utilities Division shall ensure that the Preamble to the
Notice of Proposed Rulemaking states that (1) written comments on the Notice of Proposed Rulemaking
must include a reference to Docket No. RU-00000A-19-0132: (2) initial written comments should be
filed with the Commission’s Docket Control by June 1, 2021; (3) written comments in response to other
interested persons’ comments should be filed with the Commission’s Docket Control by June 8, 2021:
and (4) oral comments may be provided at the proceedings to be held on June 3 and 4, 2021,

[TIS FURTHER ORDERED that the Utilities Division shall ensure that any written comments
filed with the Utilities Division, rather than the Commission’s Docket Control, are filed with the
Commission’s Docket Control.

IT IS FURTHER ORDERED that the Utilities Division shall, by May 27, 2021, file with the
Commission’s Docket Control a draft Fconomic, Small Business. and Consumer Impact Statement that
addresses the economic impacts of the recommended changes to the rules as included in Exhibit A and

conforms to the requirements of A.R.S. § 41-1057(A)(2).

DecisionNo.
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IT IS FURTHER ORDERED that the Utilities Division shall, by July 9, 2021, file with the
Commission’s Docket Control a document including (1) a summary of all written comments filed by
interested persons from April 30. 2021, through June 8, 2021, and all oral comments received at the oral
proceedings in this matter: (2) the Utilities Division’s responses to those comments; and (3) a revised
Economic, Small Business, and Consumer Impact Statement or a memorandum explaining why no

revision of the prior filed Economic. Small Business. and Consumer Impact Statement is necessary.

ITIS FURTHER ORDERED that this Decision shall become effective immediately.

BY THE ORDER OF THE ARIZONA CORPORATION COMMISSION

CFAIRWOMAT\_I-MARQUEZ PETERSON COMMISSIONER KENNEDY

COMMISSIONER OLSON ~ COMMISSIONER TOVAR  COMMISSIONER O CONNOR

IN WITNESS WHEREOF. I. MATTHEW J. NEUBERT,
Executive Director of the Arizona Corporation Commission,
have hereunto. set my hand and caused the official seal of this
Commission to be affixed at the Capitol. in the City of Phoenix.
this _day of . 2021,

MATTHEW J. NEUBERT
EXECUTIVE DIRECTOR

DISSENT:

DISSENT:

EOA:CLA:in/MAS

h Decision No.




ATTACHMENT A

TITLE 14. PUBLIC SERVICE CORPORATIONS; CORPORATIONS AND ASSOCIATIONS;
SECURITIES REGULATION
CHAPTER 2. CORPORATION COMMISSION - FIXED UTILITIES
ARTICLE 2. ELECTRIC UTILITIES
R14-2-201. Definitions
R14-2-208. Provision of Service

R14-2-211. Termination of Service
R14-2-212. Administrative and Hearing Requirements
R14-2-214. Compliance by Electric Cooperatives

ARTICLE 3. GAS UTILITIES
R14-2-301. Definitions
R14-2-308. Provision of Service
R14-2-311. Termination of Service
R14-2-312. Administrative and Hearing Requirements

R14-2-315. Compliance bv Gas Cooperatives
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ARTICLE 2. ELECTRIC UTILITIES
R14-2-201.  Definitions
In this Article, unless the context otherwise requires, the following definitions shall apply. In addition, the
definitions contained in Article 16, Retail Electric Competition, shall apply in this Article unless the context
otherwise requires.

L No change

1

No change
No change
No change
No change
No change
No change
No change

¥ W Ny w oW

No change
10. No change
11. “Customer hours™ means the product of the duration of the utility outage and the num ber

of customers affected by said outage.

12. No change

+H
+2:13. No change
43:14. No change

15. No change
16. “Electric Service Provider” or “ESP™” means an entitv supplying. marketing. or brokering

at retail any Competitive Services pursuant lo a Certificate of Convenience and Necessity.

17. “Federal poverty level” means the U.S. federal poverty guideline for the pertinent

household size published annually in the Federal Register by the U.S. Department of Health

and Human Services, Office of the Assistant Secretary for Planning and Evaluation, and
available at https ://aspe hhs.gov/poverty-guidelines.

A RNarcoa
s H
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18. “Inability to pay:” Cireumstanees-where means a circumstance under which a residential

customer either:

a.

Cannot pay the full balance of the customer’s monthly bill and has attested to and.

if _requested. has provided documentation issued bv an Arizona or U.S.

governmental agency or a licensed medical practitioner verifying that the customer

mects one of the following:

L Is at least 62 vears of age:
ii. Has a physical or mental condition that substantially limits the customer’s

ability to manage resources. carry out activities of daily living. or secure

protection from neglect or hazardous situations without assistance from
others: or

1. Has_a medical condition that makes termination of electric service

especially dangerous to the customer’s health; or

Cannot pay the full balance of the customer’s monthly bill and meets one of the

following as attested to by the residential customer:;

i Is not gainfully emploved-and-unable-te-pay.:

il. Qualifies for monetary government welfare assistance but has not vet

begun to receive assistance-en-the-date-that-he-receives-hisbill-and-can

19. mﬂbmmw‘*lntempt or lnterruptlon means Eleetrie to cease or the

cessation of electric service

10 a customer at the point of delivery.

20. No change

21 No change



22.
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“Licensed medical practitioner™ means one of the following types of health care providers.

actively licensed to practice in Arizona:

a An allopathic or osteopathic physician,
b. A registered nurse practitioner, or
& A physician assistant.

22-23. No change
23:24. No change
24:25. No change
25.26. No change
26:27. No change
2+28. No change
28.29. No change
29:30. No change
30:31. No change
3+32. No change
32:33. No change

34. “Preferred method of communication™ means the communication method that complies

with R14-2-212(K).

33:35. No change
34-36. No change
35.:37. No change

38. “Service address” means the physical location at which a utilitv provides service to a

customer.
36-39. No change
3740. No change
3&41. No change

39:42.

“Service reconnect charge:” Fhe means the charge as-specified in the a utility’s tariffs
whieh that must be paid by the a customer prior to restarting of electric service each time
the customer’s eleetrieity electric service is diseonnected terminated for nonpayment or

wheneverserviceis-diseontinued for failure otherwise to comply with the utility’s tariffs.



43-46.

ATTACHMENT A

“Service reestablishment charge:” A means the charge as-specified in the a_ utility’s tariffs

for that must be paid to reinitiate service at the same location where the same customer had

ordered a service diseonneetion termination within the preceding 12-month period.
No change
No change
No change

“Terminate™ or “Termination™ means to discontinue or a discontinuance of electric service

45.-49.

30.

to a customer’s service address, by intentional action of the utility. and is synonvmous with

“disconnect” or “disconnection” as used in this Article.

“Fhird-party-notifieation"-A “Third party” means potice-sent-to-an-individual-or-a-publie

an entity or a person authorized by a customer and willing to receive notification of the
customer’s pending diseontinuanee-termination of service of a-customerofrecord-in-order
and to-make-arrangesients to communicate with the utility on behalf of-said-the customer
satisfaetory-to-the-utility for the purpose of making arrangements to prevent termination of

the customer’s eleciric service.

No change
“Utility Distribution Company™ or “UDC" means the utility that operates. constructs, and

maintains the distribution svstem for the delivery of power to a point of delivery on the

distribution svstem.

)] -u Y - ) gl ) . (120 - - 3 o ".'- 3 5 -‘ - . -- ------ :
- - - - - ' - ry & - -

R14-2-208. Provision of Service
A. No change

1. No change

2. No change

3. No change
B. No change

ke No change

Zs No change
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3. No change
4. No change
5. No change
No change

1. No change
3. No change

-
3,

No change

Service interruptions

1.

2
=
3!

4.

6.

No change

No change

No change

When a utility plans to interrupt service for more than four hours to perform necessary
repairs or maintenance, the utility shall attempt to inform affected customers and the
Commission’s Consumer Services Section. at least 2448 hours in advance, of the scheduled

date and time and of the estimated duration of the service interruption. Suek A utility shall

complete repairs shal-be—completed in the shortest possible time to minimize the
inconvenience to the customers of the utility.

+he A utility shall notify the Commissien- Commission’s Consumer Services Section-shall
be-netified of any interruption in service affecting the-entire a significant portion of a
utility’s system or-any-significant-portion-thereof_as follows:

L

Commission-By telephone or by submitting a Service Interruption Report Form
through the Commission’s website. within-twe-hours as soon as_practicable afier
the a responsible representative of the utility becomes aware of said the
interruption; and

b If the initial notice is made by telephone. by submitting a follow-up folovwed bya

written report to the Commission. Commission’s Consumer Services Section

within 24 hours afier the initial notice.

A utility’s notification made under subsection (D)(5) shall include at least the following:

a The names of the utility and of the utility representative making the report.

b. The telephone number of the utility representative,
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& The locations and number of customer connections affected by the service
interruption.

d. The substations and feeders involved in the service interruption.

A The date and start and end times of the service interruption.

f. The cause of the service interruption.

For purposes of subsection (D)(5). an “interruption in service affecting a significant

portion of a utility’s svstem™ means:

a, A service interruption of 1.000 customer hours or more for a utility with more than

1.000.000 customer connections.

b. A service interruption of 500 customer hours or more for a utilitv with 400.000 to

1.000.000 customer connections. and

c. A service interruption of 100 customer hours or more for a utility with fewer than

400.000 customer connections.

E. No change

F, No change
) No change
2. No change
R14-2-211.  Termination of Service

A. Nenperntissible—reasons—to—disconneet —service—Restrictions  on termination of service:
recordkeeping and repayment requirements A-utihity-mav-—not-disconnect-servicefor-any-of the

1.

(5]

Delinqueney A utility shall not terminate service to a customer due to delinquency in
payment for services rendered to a prior customer at the premises service address where
service is being provided, exeeptin-the instanee where unless the prior customer continues
to reside en at the premises service address.

Fatlure-of-the-customer A _utility shall not terminate service to a customer due to the

customer’s failure to pay for services or equipment which that are not regulated by the

Commission.

Nenpayment A utility shall not terminate service to a customer due to the customer's
nonpayment of a bill related to another class of service.
Fatlure A utility shall not terminate service to a customer due to the customer’s failure to

pay fer the portion of a bill imposed to correct a previous underbilling due to an inaccurate
7
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meter or meter failure, provided that # the customer agrees to pay the portion of the bill
attributable to correction of underbilling in full over a reasenable period of #me months
agreed upon by the customer and the utility. A utility shall comply with R 14-2-209(C)(3)

and R14-2-210(E)3) when calculatine the underbilling amount to be paid.

A utility shall not terminate residential service shere-the to a customer who has an inability

to pay and-if the customer establishes. on an annual basis through documentation from a

licensed medical practitioner:

hat_That. in the

opinion of a the licensed medical physician practitioner. termination would be
especially dangerous to the health of a the customer or a permanent resident
residing ea at the customer’s premises service address, or
b. Life-supporting That there is medically necessary equipment used in the home that
for operation efsuch-apparatus—or

s 0 = = e

is dependent on utility service

: 5 A utility_shall not_terminate

residential service to a customer who have has an inability 10 pay will-net-be terminated

until the utility has complied with subsection (D) and completed all of the following have

beerattempred:

a. The utility has informed the customer has-been-informed of the availability of
funds from various government and social assistance agencies of which-the utikiee

s-aware: and provided the customer the contact information for those agencies;
b. Alf a third party has previously been designated by the customer has-been-notified

and—has—net—made—arrangements 1o_receive delinquency _and termination

information. the utility has notified the third party that the customer’s bill is

delinquent and allowed the third party at least five business davs to communicate

with the utility and to make arrangements for to-pav pavment of the otstanding
delinquent utility bill:;

i At least 48 hours before the date upon which termination is scheduled to occur. the

utility has:
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K Provided at least two written notices of the termination. using the

customer’s preferred method of communication. to the customer and. if

applicable. the customer’s designated third party: and

ii. Telephoned the customer and. if applicable. the customer’s designated
third party to provide notice of the termination by attempting to speak 1o

the customer. the customer’s designated third party. or an adult resident of

the customer’s service address or by attempting to leave a voice message.

If'a customer. the customer’s designated third party, or an adult resident of the customer’s

service address threatens the utility_or a utility emplovee. the utilitv shall document the

threatening occurrence. A utility shall maintain documentation of all threatening

oceurrences related to a customer’s account for the entire period during which the customer

continues to be a customer and for at least one vear after the customer ceases to be a

customer,

A utility shall retain the records demonstrating its compliance with subsection (A)(6) for

at least three years.

A utility may require a customer utHizing the-provisions of whose sery ervice is not terminated
due to subsection (A)(4) or (A)(5) abeve-may-berequired (o enter into a deferred payment
agreement with the utility within 40-seven business days after the scheduled-tepmination
date on which service otherwise would have been terminated.

Disputed-bills-where-A utility shall not terminate service due to a customer’s failure to pay
the disputed portion of a bill if the customer has complied with the Commission’s-aes-on
eustomer-bill disputes R14-2-212(B).

A utility shall adopt onlv one of the following conditions under which it shall not terminate

residential service:

a. During any period of time for which the National Weather Service has issued a

heat advisory or winter weather advisory in the area of the customer's service

address:
b. During any period of time for which the local weather forecast. as predicted by the

National Weather Service. indicates that the weather in the area of the customer’s

service address:

I Will include temperatures that do not exceed 32° F

il Will include temperatures that exceed 100° F: or

9
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iii, Will include other weather conditions that the Commission has
determined. by order. are especially dangerous to health: or
C. During the calendar days of June | through October 15 of each vear. which shall

be specified as non-termination dates in a utility's tariffs.

12, A utility shall specify. in its tariffs. the provision of subsection (A)(11), with which the
utility has chosen to comply and shall comply with the provision.

13.  Ifa utility is prohibited from terminating a customer’s service under subsection (A)(11)(c)
as adopted in its tariff, the utility shall;

a. Notify the customer. using the customer’s preferred method of communication.
and, if applicable. the customer's designated third party, of:
L The reason the utility is not permitted to disconnect service.
ii. The expected date on which termination of service will be permissible, and
iii. The customer’s responsibilities under subsection (G):

b. Not charge the customer any late fees or assess any interest on any past due
amounts that accrue during a period when subsection (A)(11)(c) applies: and

g After subsection (A)(11)(c) no longer applies. bill the customer for the past due
amounts through installments over a period of months agreed upon by the customer
and the utility.

14. A utility shall not terminate residential service to a customer unless the utility's call center
and office or business facilitics are open and available to the public on the _day_of
termination and the day following the day of termination.

15, A utility shall not terminate residential service (o a customer if the customer has paid at
least half of the customer’s delinquent bill balance within the last 25 days or if the
customer’s delinquent bill balance is less than or equal to $100.00.

16. If a customer has a deposit with the utility. the utility shall use the deposit to pay any

delinquent amount on the customer’s account before terminating service and shall allow

the customer time to reestablish the deposit in installments over a period of at least six

months.

Termination of service without advance written notice: recordkeeping requirement
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subsection (A). a utility may terminate service to a customer’s service address without

advance written notice underthefoHowinsconditions if:

& The-existence-of-Failure 1o terminate service would result in an obvious hazard to

the safety or health of the censumer customer. or the general population. or the
utility”’s personnel or facilities:;

b. The utility has evidence of meter tampering or fraud related to the customer or the

customer’s service address-: or

3 Failure-of @ The customer has failed to comply with the curtailment procedures

imposed by a the utility during supply shortages.

=

Fhe A utility that has terminated service under subsection (B)(1) shall not be required to

restore service until the eenditions-whieh situation that resulted in the termination have has
been corrected to the satisfaction of the utility.

3. Each A utility shall maintain a record of allH{erminatiens each termination of service
witheut—netice_made under subsection (B)(1)—Vhis—record—shall-be-maintained for a
mintmwm-of al least one year and shall be make the record available for inspection by the

Commission upon request.
C. Termination of service with notice

UtilityDistribution-Company—Except as provided in subsection (A). A a utility may
disconneet terminate service to any-customer a customer's service address for any of the

following reasons.-reason-stated-below-provided that the utility has met complied with the
notice requirements established-by-the Commission of subsection (D):

Customer violation of any of the utility’s tariffs or of the Commission’s rules,

a
b. Failure of the customer to pay a delinquent bill for utility service.

& Failure of the customer to meet or maintain the utility’s deposit requirements,

d. Failure of the customer to provide the utility reasonable access to its-the utility’s
equipment and or property,

e Customer breach of a written contract for service between the utility and customer,
When necessary for the utility to comply with an order of any governmental agency
having sueh jurisdiction-, or

Z Unauthorized resale of utility equipment or service by the customer.

11
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Each A utility shall maintain a record of all-terminations each termination of service with
netiee made under subsection (C)-Fhis-record-shall be-maintained-for at least one year and

shall be make the record available for Commission inspection upon request.

Termination notice requirements

L

=

Ne At least 10 days before a utility shallterstinate terminates service to any-ofHs customers
a customer’s service address under subsection (C). the utility shall provide the customer
and. if applicable. the customer’s designated third party. withoutproviding-advance written
notice to-the-custonter of the utility’s intent to discenneet terminate service,-exeeptunder

e oy 17 S = haoro aAdyaes o it an o
s 4i%m gy

The utility shall provide the advance notice required by subsection (D)(1) by providing a

&

copy of the advance notice to the customer and. if applicable. the customer’s designated
third party. using the customer’s preferred method of communication.
Sueh A utility shall include at least advance written-notice shall-contain—at-a-minimum- the

following information in an advance notice required under subsection (D)(1):

a The name of the persen customer whose service is to be terminated and the service

address where service is being-rendered- to be terminated:
If service is to be terminated because the customer has violated a utility tariff or

b. I

Commission rule. the name of the utility tariff or Commission rule violated and an
explanation of the violation:

bc.  The utilitarifi-that-was—vielated-and-explanation-thereof-or If service is to be

terminated_because the customer has failed to pav a delinquent bill for utility
service. the amount of the delinquent bill which-the-enstomer-has-failed-to-pay-in

ble: and the date

danpe

pavment was due:
d. If service is to be terminated because the customer has failed to meet or maintain

the utility’s deposit requirements, the amount the customer has on deposit and the
amount the customer is required to have on deposit;

€. If service is to be terminated because the customer has failed to provide the utility

reasonable access to the utility's equipment or property. a description of the access
required and a description. including dates. of the customer’s failure 1o provide

dccess:

12
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£ If service is to be terminated because the customer has breached a written contract

for service between the customer and the utilitv. identification of the contract

provision breached and a description of the circumstances constituting a breach:

o If service is to be terminated because the termination is necessary for the utility to

comply with an order of any governmental agency having jurisdiction, a

description and. if possible. a copy of the order;

h. If service is to be terminated because the customer has engaged in unaunthorized
resale of the utility’s equipment or service, a description of the circumstances.
including dates. constituting such resale:

el, The date on or after which service may is 1o be terminated-;

. A statement advising the customer to contact the utility at a specific address or
phone number fer to receive information regarding any deferred payment program
or other procedures whieh the utility may offer. or to werk-eut-reach seme-other a
mutually agreeable solution to avoid termination of the customer’s service-; and

ek, A-statement-advising-the—eustemer—that A description of the _requirements of
subsection (F), along with the specific address or phone number for the customer
to call to raise a dispute.

Where-apphieable-1f a customer has designated a third party for the customer’s account. a

utility shall ensure that.
to the designated third parties party is concurrently provided each notice. whether written

or telephonic, that is provided to the customer as required by this Section.

Timing of terminations with notice

knewn-address:If after the period of time allowed by the advance notice has elapsed. and

the ¢

customer has not remedied the cause for

termination to the utility’s satisfaction. the utility shall provide the customer and. if

applicable. the customer's designated third party. a final notice. two davs before the

13
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termination date specified. using the customer’s preferred method of communication. If

the customer has not remedied the cause for termination after the two days have passed.

and subsection (A) does not apply. the utility may then terminate service on or after the

day specified in the final notice without giving further notice.

Notwithstanding subsection (E)(1). if a customer’s preferred method of communication, is

U.S. mail, the utility shall allow ten days before terminating service without giving further

notice.

Service-A utility may-only shall comply with subsection (A )(6). lf_pp]u.'ib!e before it may
be-diseonnected terminate service i fHfcH i i
Fhe-A utility shall have the right (but-not-the-obligation) but not the obligation to remove
any or all of its equipment or other property installed en-the at a customer’s predtises

service address upon the termination of service.

Termination notice requirements: disputes. A utility shall ensure that a customer is afforded the

right to dispute the utility’s stated reason for the-termination of-serviees-may-be-disputed. in

accordance with the following:

I.

A utility shall maintain a specific address or phone number for customers to use to raise a

dispute with the utility,

A utility shall notify each customer. subject to termination. and the customer’s designated

third partv. that to dispute the utility’s reason for termination. the customer or the
customer’s designated third party shall by-eontaeting contact the utility at a the . specific
address or phone number, before the scheduled date of termination, advising to advise the
utility of the dispute and making-arransements-to discuss the cause for termination with a
responsible-employee representative of the utility -advanceof the-seheduled date—of

Fhe If a customer raises a dispute. a utility shall ensure that a responsible—emplovee

representative shatl-be of the utility. who is empowered 1o resolve the customer s dispute,

and discusses the cause for termination with the customer before the scheduled termination
date.

the-If a utility sh&l-l—relﬂm—ﬁhe-eﬂnen—;e determines after discussion with a disputin ing

customer termHnate serviceafiers g RE-HHS-oppori ' or-a-meetine-and-conclud e

14
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that the reason for termination is just, the utilitv may terminate service to the customer.
unless prohibited by subsection (A).
5. If a utility decides to terminate service to a disputing customer as permitted in subsection

(E)(4). the utility advising shall inform the customer of the termination and of his the

customer’s right to file a complaint with the Commission.

6. The utility shall not terminate service if the customer has a pending complaint before the
Commission.

F-G.  Landlord/tenant rule. s-situations-where If the service address for a customer is rendered-at-an
address different from the mailing address efthe for the customer’s bill, or shere the utility knows
that a landlord/tenant relationship exists for the service address and that the landlord is the customer
of the utility. and-where-the Jandlord-as-a the utility shall comply with subsections (D) and (E) as
well as the following if the customer account becomes weuld-otherwise-be subject Lo diseonnection
termination of service under subsection (C)—the—utility—may—noi-disconnect—service—unti-the
toHowing-aetons have been taken:
1L Where If it is feasible to-se provide service to the service address in the occupant’s name,

the utility—after-providing-notice-as-required-in-these-rules; shall offer the occupant the
opportunity to subseribe-for-obtain service in his-or-herewn-the oceupant’s name;

2. If the occupant then declines to se subscribe to service in the occupant’s name, the utility
may disconnect terminate service pursuant to-the-rules as permitted under subsections ( C)
through (E)-: and

Z3. A The utility shall not require or attempt to recoverfrom-a-tenant require the occupant to
pay_er-eondition-service-to-a-tenant-with-the-payment-ef any outstanding bills or other
charges due upen on the eutstanding-account of the landlord.

H. Customer responsibilities

ki A customer shall be responsible for managing energy use when a utility is not permitted to

terminate service to the customer under subsection (A).

2 A customer shall be financially responsible for anv charges accrued for service during a
period when a utility is not permitted to terminate service to the customer under subsection
(A).

8. A customer shall. after the provision of subsection (A)(11) included in a utilitv’s tariff no

longer precludes termination:

a Pay the past due amounts in full: or

15




ATTACHMENT A

b. Pay the past due amounts through installments as billed by the utility. with no

for vment.

A customer desiring to dispute a utility’s reason for termination shall. before the scheduled

=
|

date of termination. contact the utility at the specific address or phone number provided in

the notice pursuant to subsection (D)(2)(k) to notifv the utility of the dispute and discuss

the reason for termination with a representative of the utility.

In a competitive marketplace. if a customer’s account with an Electric Service Provider becomes

delinquent, the Electric Service Provider may not order a disconnect for nonpayment or terminate

service to the customer but may only send a notice of contract cancellation to the customer and the

Utility Distribution Company.

R14-2-212. Administrative and Hearing Requirements

A. Customer service complaints

1.

wy

Each utility shall make a full and prompt investigation of al each service cemplaints
complaint made by_one of its customers, either whether made directly or through the
Commission.

+he Within five business days after a complaint is made. the utility shall respond to the

complainant and, if applicable, to the Commission representative within-five-working days
as-te regarding the status of the utility investigation of the complaint.

The utility shall notify the complainant and. if applicable. the Commission representative
of the final disposition of each complaint. Upon request of the complainant or the
Commission representative, the utility shall report the findings of its investigation in
writing.

The utility shall inform the customer of his the right f to appeal file an informal complaint
te with the Commission, under subsection (C)(1). if the customer is dissatisfied with the

results of the utility’s investigation or the final disposition of the complaint.

Each utility shall:
a. keep Create a record of allswritten cach service complaints complaint received,

which-shall eontain including, at a minimum. the following data:
. i Name and address of the eemplainant customer:

ii. Service address at issue. if different from the customer’s address:

b 1ii. Date and nature of the complaint;
e iv. Disposition of the complaint; and

16
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s V. _A copy of any correspondence between the utility, the customer, and the a

Commission representative-; and

b. This-record-shall-be-maintained Maintain each service complaint record for a
minhnum-period-of al least one vear after final disposition of the complaint and
shall-be make the record available for inspection by the Commission_upon request.

B. Customer bill disputes

Any A utility customer who disputes a portion of a bill rendered for utility service shall,
prior to the due date for the bill. pay the undisputed portion of the bill and notify the

utility"s-designated-representative a responsible-emplovee representative of the utility that
saeh the unpaid amount is in dispute prieste-the-delinguent-date-of-the bill.

2 Upon receipt of the eustemer customer’s notice of dispute, the utility shall:

a. Notiy-the-eustomerwithin Within five werking business days of the-receipt-of-a
written after receiving notice of the dispute netice: . provide the customer
confirmation that the dispute has been received;

b. Initiate a prompt investigation as to the source of the disputes;

c. Withhold diseenneetion termination of service until the investigation is completed
and the customer is has been informed of the reault%—Upeﬂ»Fequesl-e-F the-erstomer
investigation:

d. Notify the customer of the results of the investigation and final disposition of the
bill dispute, in writing if requested by the customer; and

ée. Inform the customer of his the right ef to appealfile an informal complaint with-te
the Commission, under subsection (C)(1) if dissatisfied with the results of the
utility’s investigation or final disposition.

3. Once the customer has received the results of the utility’s investigation_and the utility”’s
final disposition. the customer shall, within five business days. submit payment sithin-five
working-days to the utility for any disputed amounts. Failure to make full payment within
five business days shall be grounds for termination of service under R14-2-211(C)(1)(b).

C. Commission resolution of service and bill disputes
1. In-the-event If a customer and-utility-cannetreselve is dissatisfied with the outcome of a

utility’s investigation or final disposition of a service or bill dispute, the customer-shal
may file with the Commission a written statement of dissatisfaction with-the Commission:

17




2

ATTACHMENT A

By-submitting-such-notice to-the Commissionthe-customer _ which shall be deemed fo
have-filed an informal complaint against the utility.

Within 30 days ef-the-receipt—of after_receiving a—written—statement—of-custonter
dissatisfaction-related-to-a-service or-bill-dispute an informal complaint against a utility, a

designated Commission_representative of—the-Comatission shall endeaver attempt to

resolve the dispute by—eerrespendenee-ortelephone through communications s with the

utility and the customer (written or telephonic or both). If resolution of the dispute is not

achieved within 20 days of the Commission representative's initial effort. the Comm 15510n
shall hold an a informal-hearingto-arbitrate—theresolution-of mediation regarding the
d!bpute%ﬁﬂﬁm%hmmg-&halwwnwd-byﬂmww in accordance with

the following:

a A Commission representative shall preside over the mediation. and the participants
shall be the customer and the utility.

b. Each-pastyparticipant may be represented by legal counsel, at the participant’s own
expense. if desired.

bc.  Adsuchinformal hearings The mediation may be recorded or held in the presence
of a stenographer.

ed.  Adl-partieswill Cach participant shall have the opportunity to present written or
oral evidentiary material to support the positions—of—the—individual—parties

ée. Ad-parties-Each participant shall have the opportunity cross-examine the other
participant. and the Cemmission’s Commission | representative shall be-given have
the opportunity for-ecross-examination—of -the—various—parties_to_examine each
participant.

ef. The Commission's Commission representative will shall render a written decision
to at-parties the participants within five werking business days aficr the-date-of
the-infermal-hearing conclusion of the mediation. Sueh The written decision of the
arbitrater Commission representative shall not be binding on the participants. who

any-of-the-parties-and-the-parties will still have shall retain the right to make a

formal complaint to the Commission.

18
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The utility may implement normal termination procedures, under R14-2-211(C)(1)(b). if

the customer fails to pay all undisputed bills rendered during the resolution of the dispute
by the Commission.

Each utility shall maintain a record of written statements of dissatisfaction and their
resolution for a-mintmum-of at least one year and shall make such records available for

Commission inspection upon request.

Notice by utility of responsible officer or agent

2

Each utility shall file with the Commission;-threuch-Decket-Controk: a written statement
containing the name, address (business—residence; and pest-offiee-mailing). email. and
telephone numbers (business-and—residenee) of at least one officer, agent, or employee
responsible for the general management of its operations as a utility in Arizona.

Each utility shall give notice, by filing a written statement with the Commission;-threash
DeeketControk; of any change in the information required herein within five business days

from the date of any such change.

Time-frames for processing applications for Certificates of Convenience and Necessity

.

L

n

This rule prescribes time-frames for the Commission’s processing of any application for a

Certificate of Convenience and Necessity
filed pursuan'r to this Article. %&Hﬂe—ﬁ‘ﬂﬂmh&”epph—bﬁﬁpphéﬂmm
No change

Staff may terminate cease its review of an application if the applicant does not remedy all

deficiencies within 60 calendar days of the notice of deficiency.
After receipt of a corrected application, staff shall notify the applicant within 90 calendar
days #f that the corrected application is either administratively complete or deficient. If the

corrected application is deficient. the notice shall specifv all deficiencies.

The time-frame for administrative completeness review shall be suspended from the time
the a notice of deficiency is issued until staff determines that the application is complete.
Within 150 days after an application is deemed determined to be administratively complete,
the Commission shall approve or reject the application.

For purposes of A.R.S. § 41-1072 through A.R.S. § 41-1079 et-seq-, the Commission has
established the following time-frames:

a Administrative completeness review time-frame: 120 calendar days:.
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b. Substantive review time-frame: 150 calendar days:and.
. Overall time-frame: 270 calendar days.
If an applicant requests, and is granted, an extension or continuance. the appropriate tinze-

frame time-frames shall be tolled from the date of the request dusing and for the duration

of the extension or continuance.

During the substantive review time-frame, the Commission may, for good cause, upon its
own motion or that of any interested party to the proceeding. request-a—suspension—of
suspend the time-frame rules.

Filing and availability of tariffs

Each utility shall file with the Commission. threugh-Doeket-Centrol within 120 davs afier
the effective date of new rules or requirements adopted by the Commission. or within a

shorter period ordered by the Commission. tariffs which-are—in-complianee that comply

with the new rules and—regulations—promtgated—by—the Avizona—Corporation—or
requirements adopted by the Commission withinJ20-days-of the-effective-date-of-such

Files.
Each utility shall file with the Commission-threugh-Becket Contrek: any proposed changes
to the utility’s tariffs on file with the Commission:—such-proposed—ehanges—shall-be

aeeompanted-by . along with a statement of justification supporting the proposed tariff

change changes.
Any A utility’s proposed change to the utility’s tariffs on file with the Commission shall
not be-become_effective until reviewed and approved by the Commission,_except as

provided for by law.

Each utility shall make its applicable tariffs available on its website and. upon request,

either in paper form or in a readily accessible clectronic format such as Adobe PDF.

Accounts and records

L
2

No change

Each utility shall maintain its books and records in conformity with the Uniform Systems
of Accounts for Class A. B, C. and D Electric Utilities as adopted and amended by the
Federal Energy Regulatory Commission or. for electric cooperatives. as promulgated by
the Rural Utilities Service.

A Each utility shall produce or deliver in this state any or all of its formal accounting

records and related documents requested by the Commission. J A utility may, at its option.
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provide verified copies of original records and documents_rather than producing the

originals.

4. Adb-utilities Each utility shall submit an annual report to the Commission, through the
Gomphanee-Seetion—Ultilities Division, on a form prescribed by #tthe Utilities Division.
The annual report shall be filed on or before the 15th day of April for the preceding calendar

year. Reports If the utility has received a report on the utility prepared by a certified or
licensed public accountant en-the-utitity. #-asys the utility shall accompany—he include a

copy of the report with 1ts annual report submission.

8. Each utility shall submit to the Commission. through the Utilities Division. a copv of all

reports the utility is required to file with the Securities and Exchange Commission.
3:6.  Allutilities Each utility shall file-with submit to the Commission. through the Complianee
Seetion; Utilities Division, a copy of all annual reports the utility is required to file with by

the Federal Energy Regulatory Commission and, in addition. for electric cooperatives, each

annual reperts report the utility is required b¥ 1o file with the Rural Utilities Service.
Maps. All-utitities Each utility shall file with the Commission-—threugh-Decket-Control; a map or
maps clearly setting forth the location and extent of the area or areas they-hold-under included

within the utility’s approved certificates of convenience and necessity. in accordance with the

Cadastral (Rectangular) Survey of the United States Bureau of [.and Management, or by metes and
bounds with a starting point determined by the aforesaid Cadastral Survey.

Variations, exemptions of Commission rules and-regulations. Variations The Commission may, by
order, approve variations or exemptions from the-terms-and requirements—of any of the rules
ineluded-herein-(4 AA-C—2: in this Article 2) shall-be-considered-upon-the-verified cither upon
application of an affected party to-the-Commission—setting—forth-the—ecircumstances—whereby

establishing that the public interest requires such variation or exemption from-the-Commissionrules

and-—regulations or upon determining. on its own initiative, that such variation or exemption is

necessary to serve the public interest. Sueh—apphe&mwbe—wbj%&)—ﬂw—mma—et—the

case of conflict between these rules and-regulations and an approved tariff or order of the
Commission, the provisions of the approved tariff or order shall apply.

No change

A utility shall obtain and maintain for each customer the customer’s preferred method of

communication. which may be email. U.S. mail. voice telephone call. text message, or other
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communication method acceptable to the utilitv and the customer. Except as otherwise specified

in this Article. a utility shall communicate with a customer and the customer’s designated third

party using the customer’s preferred method of communication. If a utility does not vet have a

customer’s preferred method of communication on file. the utility may use the U.S. mail.

R14-2-214. Compliance by Electric Cooperatives

A. The terms and conditions for termination of service in an electric cooperative’s tariff approved by
the Commission prior to the effective date of this Section shall substitute for the provisions of R14-
2211,

B. Notwithstanding R14-2-212(F). an_electric cooperative that proposes 1o revise the terms and

conditions_for termination of service included in its Commission-approved tariff shall file the

proposed revisions with the Commission. in a new docket pursuant to R14-2-212(1). If the

Commission fails to approve. disapprove. or suspend for further consideration the proposed
revisions within 60 days following the cooperative’s filing. the revisions shall be deemed | approved
and become effective on the 61si day following the filing.
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In this Article, unless the context otherwise requires, the following definitions shall apply:

L.

o)

&

© P N v oW

10.
1.

13.
14.
13
16.
17.

No change
No change
No change
No change
No change
No change
No change
No change
No change
No change

No change

a. No change
b. No change

c. No change

No change
No change
No change
No change

No change

No change
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18. “Federal povertv level” means the US. federal povertv guideline for the pertinent
household size published annually in the Federal Register by the LS. Department of Health

and Human Services. Office of the Assistant Secretary for Planning and Evaluation. and

available at https://aspe.hhs_gov/povertv-guidelines.
21:19. “Inability to pay:” Circumstances where means a circumstance under which a residential

customer either:
a. Cannot pay the full balance of the customer’s monthlv bill and has altested to and.

if_requested. has provided documentation issued by an Arizona or US.

governmental agency or a licensed medical practitioner verifying that the customer

meets on of the following:

L Isatleast 62 vears of age;

ii. Has a physical or mental condition that substantially limits the customer’s
ability to manage resources, carrv out activities of daily living, or secure
protection_from neglect or hazardous situations without assistance from
others; or

ili. Has a medical condition that makes termination of electric_service
especially dangerous to the customer’s health: or
Cannot pay the full balance of the customer’s monthly bill and meets one of the

=

following as attested to by the residential customer:

it i Isnot gainfully employed-and-unable-to-pays:
B ii. Qualifies for monetary government welfare assistance but has not yet
begun to receive assistance-on-the-datethat-he-receiveshis-bill-and—can

ageneys: or
e il Has an annual income at or below 200 percent of the federal poverty level

2220  “Interruptible-eleetricserviee.” “Interrupt” or “Interruption™ means Gas to cease or the

B

cessation of gas service *ﬁ%bwe%ﬂﬂ{empummspemﬁedﬂ-ﬂqe-u%mt&g

customer at the point of delivery.
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21 “Licensed medical practitioner” means one of the following types of health care providers.
actively licensed to practice in Arizona:
a. An allopathic or osteopathic physician,
b. A registered nurse practitioner. or
£y A physician assistant.

23-22. No change

24-23. No change

25-24. No c¢hange

26-25. No change

27:26. No change

28-27. No change

2928, No change

36:29. No change

3+:30. No change

32:31. No change

32, _ “Preferred method of communication” means the communication method that
complies with R14-2-312(K).

32.33. No change

33-34. No change

34:35. Nochange

35:36. No change

36:37. No change

38. “Service address™ means the physical location at which a utility provides service to a
customer.

3739, No change

40. “Service establishment charge.” A charge as specified in the utility’s tariffs which covers
the cost of establishing a new account.

38.40. No change

48-41. “Service reconnect charge:” A means the charge as specified in the a utility’s tariffs swhich

that must be paid by #he a customer prior to restarting of gas service each time the
customer’s gas service is diseonnected terminated for nonpayment or wheneverserviee-is
diseontinued for failure otherwise to comply with the utility’s tariffs.
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“Service reestablishment charge:” A means the charge as specified in the a utility’s tariffs

fer-that must be paid to reinitiate service at the same location where the same customer had

ordered a service diseennection termination within the preceding 12-month period.

No change

44. No change

No change
No change

“Terminate™ or “Termination™ means to discontinue or a discontinuance of gas service to

46-48.

+-49.

R14-2-308.

a customer’s service address. by intentional action of the utilitv, and is svnonvmous with

“disconnect” or “disconnection” as used in this Article.

No change

“Third-party-netice™A “Third party” means notice-sent-to-an—individual-or-a-publie an
entity or a_person authorized by a customer and willing to receive notification of the
customer’s pending diseentinuance termination of service ef-a-customerofrecord in-order
and te-make-arrangements to communicate with the utility on behalf of said the customer

satisfactory-to-the-utitity: for the purpose of making arrangements to prevent termination of

gas service.
No change

=W aatha

Provision of Service

A. No change

L
74
3,

No change

No change

Each utility may. at its option. refuse service until the customer’s pipes and appliances have
been tested and found to be safe. free from leaks. and in good operating condition. Proof
of such testing shall be in the form of a certificate executed by a licensed plumber of or
local inspector, certifving that the customer’s facilities have been tested and are in safe

operating condition.
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4, No change

No change

1. No change

2. No change

3. No change

4. No change

3. No change

Continuity of service. Each utility shall make reasonable efforts to supply a satisfactory and

continuous level of service. However, no utility shall be responsible for any damage or claim of

damage attributable to any interruption or discontinuation of service resulting from:

1

Any cause against-whieh that the utility could not have reasonably foreseen or made

provision for, e such as force majeure;

2 Intentional service interruptions to make repairs or perform routine maintenance; or

3. Curtailment.

No Change

Service Interruptions

1. No change

2. No change

3. No change

4, When a utility plans to interrupt service for more than four hours to perform necessary
repairs or maintenance, the utility shall attempt to inform affected customers and the
Commission’s Consumer Services Section. at least 24 48 hours in advance, of the
scheduled date and time and of the estimated duration of the service interruption. Such A
utility shall complete repairs shall-be-completed in the shortest possible time to minimize
the inconvenience to the customers of the utility.

3, +he A utility shall notify the Commission shallbe notified of nterruptions any interruption
in service affecting the entire-utility system orany-majer-division-thereofThe-interruption
of service-and-cause shall bereported-within-one hour-as soon as practicable after the a
respensible representative of the utility becomes aware of said-the interruption,_If the initial
notice is made by telephone, the utility shall submit a follow-up to-the-Commission-and
followed-by-a-written report to the Commission.

No Change
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G. No Change

|
2.

No change

No change

H. No Change

R14-2-311.

Termination of service

A. Nonpermissible —reasons—to—disconnect—service: Restrictions on termination of service:
recordkeeping and repavment A-utility-may-net-disconnect servicefor-any-of the reasens-stated

[

2

Delinquenex A utility shall not terminate service to a customer due to delinquency in

payment for services rendered to a prior customer at the premises service address where

service is being provided, exeept-in-the instance-where unless the prior customer continues
1o reside e at the premises service address.

fatlure-of the-eustomer A utility shall not terminate service 10 a customer due to the
customer’s failure to pay for services or equipment whieh that are not regulated by the

Commission.

Nenpayment A utility shall not terminate service to a customer due to the customer’s

nonpavment of a bill related to another class of service.

Failure A utility shall not terminate service to a customer due to the customer’s failure to

pay #or the portion of a bill imposed to correct a previous underbilling due to an inaccurate
meter or meter failure, provided that if the customer agrees to pay the portion of the bill
attributable to correction of underbilling in full over a reaseneble period of Hise months
agreed upon by the customer and the utility. A utility shall comply with R14-2-309(C)(3)

and R14-2-310(E) when calculating the underbilling amount to be paid.
A utility shall not terminate residential service where the to a customer who has an inability

to pay if the customer establishes. on an annual basis. through documentation from a

licensed medical practitioner:

_That. in the

opinion of a the licensed medical physician practitioner, termination would be
especially dangerous to the health of a customer or a permanent resident residing
on at the customer’s premises service address health, or

b. Hiesupperting That there is medically necessary equipment used in the home that

is dependent on utility service for operation efsuch-apparatus—or
28
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Reﬁdefm&l—seﬂﬁee—ta—rﬂ—elderh—er—hmdmapped—pem A utility shall not terminate

residential service to a customer who have has an inability to pay will-not-be-terminated

until the utility has complied with subsection (D) and completed all of the following have
been-attempted:
a. The eustomer utility has been informed the customer of the availability of funds

from various government and social assistance agencies;
b. A I a third party, has previously been designated by the customer has-been-notified

and—has—nol—made—arrangements to_receive delinquency and tenmination

information. the utility has notified the third party that the customer’s bill is

delinquent and allowed the third party at least five business days to communicate
with the utility and to make arrangements for to-pay payment of the eutstanding
delinquent utility bill;

C. At least 48 hours before the date upon which termination is scheduled to ocour, the
utility has:

i Provided at least two written notices of the termination. using the

customer’s _preferred method of communieation. to the customer and. if

applicable. the customer’s designated third party: and

ii. Telephoned the customer and. if applicable. the customer’s designated

third party to provide notice of the termination by attempting 1o speak to
the customer, the customer’s designated third party. or an adult resident of

the customer’s service address or by attempting o leave a voice message.

If a customer. the customer’s designated third partv. or an adult resident of the customer’s

service address threatens the utility or a utility emplovee. the utility shall document the

threatening occurrence. A utility _shall maintain documentation of all threatening

oeccurrences related to a customer’s account for the entire period during which the customer

continues to be a customer and for at least one vear after the customer ceases to be a

customer.

A utility shall retain the records demonstrating its compliance with subsection (A)(6) for

at least three vears.
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A utility may require a customer utthzing-the previsions-of whose service is not term inated
under subsection (A)5) or (A)6) may-be-required to enter into a deferred payment
agreement with the utility within 10 days after the seheduled termination date on which

service otherwise would have been terminated.

Fature A uiility shall not terminate service to a customer’'s service address due to the

customer’s failure to pay the bill of another customer as guarantor thereof.
Disputed-bills-where A utility shall not terminate service due to a customer’s failure to pay
the disputed portion of a bill if the customer has complied with the Commission s rules-on

A utility shall adopt only one of the following conditions under which it shall not terminate

residential service:

a. During any period of time for which the National Weather Service has issued a

winter weather advisory in the area of the customer’s service address; or

b. During any period of time for which the local weather forecast. as predicted by the

National Weather Service, indicates that the weather in the area of the customer’s

service address:

i Will include temperatures that do not exceed 32" F: or

ii. Will include other weather conditions that the Commission h 8

determined. by order, are especially dangerous to hea Ith: or

A utility shall specify. in its tariffs, the provision of subsection 31 1( A)(12). with which the

15

utility has chosen to comply, and shall comply with the rovision.

A utility shall not terminate residential service to a customer unless the utility’s call center

and office or business facilities are open and available to the public on the dav of

termination and the day following the day of termination.

A utility shall not terminate residential service to a customer if the customer has paid at

least half of the customer’s delinquent bill balance within the last 25 davs or if the

customer’s delinquent bill balance is less than or equal to $75.00.

If a customer has a deposit with a utilitv. the utility shall use the deposit to pav anv

delinquent amount on the customer’s account before terminating service and shall allow

the customer time to reestablish the deposit in installments over a period of at least four

months.

Termination of service without advance written notice; recordkeeping requirement
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Utility —servicemay—be—diseonnected Notwithstanding subsection (A). a utility may

terminate service to a customer’s service address without advance wrilten notice saderthe

teHowing conditions il

a. +the-existenee-of Failure to terminate service would result in an obvious hazard to

the safety or health of the censumer customer. o the general population, or the

utility’s personnel or facilities:;

b. The utility has evidence of meter tampering or fraud related to the customer or the

customer’s service address-: or

A Fatlure-of-a The customer has failed to comply with the curtailment procedures
imposed by a the utility during supply shortages.

Fhe A utility that has terminated service under subsection (B)(1) shall not be required to

restore service until the eenditions-which situation that resulted in the termination have has

been corrected to the satisfaction of the utility.

Eaeh A utility shall maintain a record of aH—tesminations cach termination of service

witheut—notice made under subsection (B)(1)—Fhis—record—shall-be-maintained—for a

minimum-of at least one year and shall be make the record available for inspection by the

Commission upon request.

C. Termination of service with notice

Iz

A Except as provided in subsection (A). a utility may discennect terminate service 10 any
eustomer a customer’s service address for any reasen-stated-below of the following reasons.
provided that the utility has met complied with the netiee requirements established-by-the
Commission requirements of subsection (D):

a. Customer violation of any of the utility’s tariffs or of the Commission’s rules:.

b. Failure of the customer to pay a delinquent bill for utility service-,

C. Failure of the customer to meet or maintain the utility’s deposit requirementss,

d. Failure of the customer to provide the utility reasonable access to-its the utility’s

equipment and or property-,
e. Customer breach of a written contract for service between the utility and customers,
f. When necessary for the utility to comply with an order of any governmental agency
having sueh jurisdiction—. or

g. _Unauthorized resale of utility equipment or service by the customer.
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Eaeh A utility shall maintain a record of all-terminations each termination of service with

nretiee-made under subsection (C)-—Fhis-record-shall-be maintained for at least one vear and

shall be-make the record available for Commission inspection upon request.

Termination notice requirements

b

t2

Ne At least 10 days before a utility shall terminate terminates service to amv-ofHscustomers
a customer’s service address under subsection (C). the utility shall provide the customer
witheut—providing-advance written—notice to—the—custemer of the utility’s intent to
diseonneet terminate service,

. 2 i od.

_The utility shall provide the advance notice required bv this subsection (D)(1) by providing

a copy of the advance notice to the customer and. if applicable. the customer’s designated

third party. using the customer’s preferred method of commun ication.

Sueh A utility shall include at least ﬂdmﬁe&ﬂﬂ*ke—sh&#&emam—emm the

following information in an advance notice required under subsection (D)(1 ):

a. The name of the persen customer whose service is to be terminated and the service
address where service is being-rendered- to be terminated;
b. If service is to be terminated because the customer has violated a utility tariff or

Commission rule. the name of the utility tariff or Commission rule violated and an

explanation of the violation:

b:c. Hhe-utili—taritF that-was-vielated-and-explanation-thereof o If service is o be

terminated because the customer has failed to pav_a delinquent bill for utility

service. the amount of the dchgguent bill whieh%eusmmef—has-fmkd_ae.pw

- and the date

payment was due:

d. If service is to be terminated because the customer has failed to meel or maintain
the utility’s deposit requirements, the amount the customer has on deposit and the
amount the customer is required to have on deposit:

e. If service is to be terminated because the customer has  failed to provide the utility

reasonable access to the utility’s equipment or property. a description of the aceess

required and a description. including dates. of the customer’s failure to provide

dCCess:
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f. 11 service is to be terminated because the customer has breached a written contract

for service between the customer and the utilitv. identification of the contract

provision breached and a description of the circumstances constituting a breach:

g. If service is to be terminated because the termination is necessary for the utility to

comply with an order of any governmental agency having jurisdiction. a

description and. if possible. a copv of the order:

h.  If service is to be terminated because the customer has engaged in unauthorized
resale of the utility’s equipment or service. a_description of the circumstances,
including dates, constituting such resale;

&i. The date on or after which service max is to be terminated-;

. A statement advising the customer to contact the utility at a specific address or
phone number fer to receive information regarding any deferred payment program
or other procedures whieh the utility may offer, or to wesk-eutreach some-other a
mutually agreeable solution to avoid termination of the customer’s service:; and

ek.  A-statement-advising the—eustomer-that A description of the requirements of

subsection (F), along with the specific address or phone number for the customer

to call to raise a dispute.
34 Where-applicable-If a customer has designated a third party for the customer’s account, a

utility shall ensure that a-copy-of the termination-notice-will-be—simultaneously-forwarded
te the desienated third parties party is concurrently provided each notice. whether written

or telephonic, that is provided to the customer as required by this Section.

Timing of terminations with notice

known-address-If after the period of time allowed by the advance nofice has elapsed, and

the dehnguent-account-has-not-been-paid-ne

satisHed the-utility-that sueh-violation has-ceased customer has not remedied the cause for

termination to the utility’s satisfaction, the utility shall provide the customer and, if

applicable. the customer’s designated third party. a final notice. two davs before the
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termination date specified. using the customer’s preferred method of communication. If

the customer has not remedied the cause for termination afier the two davs have passed.

and subsection (A) does not apply, the utility may then terminate service on or after the

day specified in the final notice without giving further notice.

Notwithstanding subsection (E)(1). if a customer’s preferred method of communication is

i

U.S. mail. the utility shall allow ten days before terminating service without giving further

notice,

Serviee-A utility may-endy shall comply with subsection (A)(6). if applicable. before it may

be-disconnected terminate service 1 i b
borized ive-of the-utility:

+he-A utility shall have the right (but-ret-the-obligation) but not the obligation to remove

any or all of its equipment or other property installed on-the at a customer’s premises

service address upon the termination of service.

Termination notice requirements: disputes. A utility shall ensure that a customer is afforded the

right to dispute the utility’s stated reason for the-termination efservices-may—be-disputed, in

accor
Iie

ordance with the following:

A utility shall maintain a specific address or phone number for customers to use to raise a

dispute with the utility.

A utility shall notify each customer subject to termination. and the customer’s designated

4.

third party. that to dispute the utility’s reason for termination. the customer or the
customer’s designated third party shall by-ceontacting contact the utility at a the specific
address or phone number, before the scheduled date of termination. advising 1o advise the
utility of the dispute and meking-arrangements-1o discuss the cause for termination with a
responsible-emplovee representative of the utility in-advance—of-the scheduled-date—of

___Fhe If a customer raises a dispute. a utility shall ensure that a responsible-emplovee

representative shatl-be of the utility. who is empowered to resolve the eustomer’s dispute,

and discusses the cause for termination with the customer before the scheduled termination

date.

theIf a utilitv M—mﬁm—ﬂae—epaen—te determines after discussion with a disputing

customer terminate
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that the reason for termination is just. the utility may terminate service to the customer.

unless prohibited bv subsection (A).

3. If a utility decides to terminate service to a disputing customer as permitted in subsection
(F)(4). the utility advising shall inform the customer of the termination and of his the
customer’s right to file a complaint with the Commission.

6. The utility shall not terminate service if the customer has a pending complaint before the

Commission.

Landlord/tenant rule. In-situationswhere If the service address for a customer is rendered-atan
address different from the mailing address efthe for the customer’s bill, or where the utility knows

that a landlord/tenant relationship exists for the service address and that the landlord is the customer

of the utility, and-where-the landlord-as-a the utility shall comply with subsections (D) and (E) as
well as the following if the customer account becomes would-otherwise be subject (o discennection

termination_of service_under subsection (C)—the-utility—may—not-disconnect—service—until-the
folowing actionshave been taken:

1.

3

!
E...a

Where If it is feasible to-se provide service to the service address in the occupant’s name,
the utilityafter-providing-netice-as-required-in-these-rules; shall offer the occupant the
opportunity to subsertbefor-obtain service in his-or-her-ewn-the occupant’s name;

If the occupant then declines to se subscribe to service in the occupant’s name, the utility
may diseenneet lerminate service pursuantto-the rules as permitted under su bsections (C)
through (E): and

A The utility shall not require or attempt 1o recoverfrom-a-tepant or-conditionservice to-a
tenant-with-the-payment-of require the occupant to pay any outstanding bills or other
charges due upen on the eutstanding account of the landlord.

Customer responsibilities

1.

A customer shall be responsible for managing therm use when a utility is not permitted to

terminate service to the customer under subsection (A).

P A _customer shall be financially responsible for any charges accrued for service during a
period when a utility is not permitted to terminate service to the customer under subsection
(A).

3 A customer shall. after the provision of subsection (A)(11) included in a utilitv’s tariff no

longer precludes termination:

a. Pay the past due amounts in full: or
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b. Pay the past due amounts through installments as billed by the utility. with no

penaltv for prepavment.
A customer desiring to dispute a utility’s reason for termination shall before the scheduled

date of termination, contact the utility at the specific address or phone number, provided in

the notice pursuant to subsection (D} 2)(k). to notify the utilitv of the dispute and discuss

the reason for termination with a representative of the utility.

Administrative and Hearing Requirements

A. Customer service complaints

I

123

Each utility shall make a full and prompt investigation of alt each service complaints

complaint made by one of its customers, either whether made directly or through the

Commission.

Fhe Within five business days after a complaint is made. the utility shall respond to the

complainant and‘or and, if applicable. to the Commission representative within—five
working days-as-to regarding the status of the utility investigation of the complaint.

The utility shall notify the complainant andler and. if applicable. the Commission
representative of the final disposition of each complaint. Upon request of the complainant
or the Commission representative, the utility shall report the findings of its investigation in
writing.

The utility shall inform the customer of his the right e to appeatfile an informal complaint

te with the Commission, under subsection (C)(1). if the customer is dissatisfied with the

results of the utility’s investigation or the final disposition of the complaint.

Each utility shall:

a. __ keep Create a record of all-written each service eomplaints complaint received
which-shall-contain including. at a minimum, the following data:

@ i Name and address of the eemplainant customer:
il Service address at issue. if different from the customer’s address;
b iii.___ Date and nature of the complaint;
e iv. Disposition of the complaint; and
d V. A copy of any correspondence between the utility. the customer. andlor

and-the a——Commission representative: and
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b.  Fhisrecord-shall-be-maintained Maintain each service complaint record for a
minimem-period-of at least one vear after final disposition of the complaint and
shal-be make the record available for inspection by the Commission upon request.

B. Customer bill disputes

i’

2

Ady A utility customer who disputes a portion of a bill rendered for utility service shall,
prior to the due date for the bill. pay the undisputed portion of the bill and notify the utiitys

designated-representative a representative of the utility that such the the unpaid amount is in
dispute prie+to-the-delinguent-date-of the-bill.

Upon receipt of the customer notice of dispute. the utility shall:

A Notifythe-eustomer-within Within five working business days of-the-reeeipt-ofa

writen after receiving notice of the dispute netiee:, provide the customer

confirmation that the dispute has been received;

b. Initiate a prompt investigation as to the source of the dispute-;
c. Withhold diseenneetion termination of service until the investigation is com pleted

and the customer is has been informed of the results-Upen-request-of the-customer
I ility—shall ; - e the—i e 3 iag—of ihe
investigation:

d. Notify the customer of the results of the investigation 1.and final disposition of the
bill dispute. in writing if requested by the customer: and

utility’s investigation or final disposition.

3. Once the customer has received the results of the utility’s investigation, the customer shall,
within five business davs. submit payment within-five-working davs to the utility for any
disputed amounts. Failure to make full payment within five business davs shall be grounds
for termination of service under R14-2-3] H{CY(1Xb).

€. Commission resolution of service and/or and bill disputes
1. ta-the-event If a customer and-utiity-cannotreselve is dissatisfied with the outcome of a

utility’s investigation or final disposition of a service and/es or bill dispute, the customer
shall may file with the Commission a written statement of dissatisfaction with—the
. which shall

be deemed te-havefiled an informal complaint against the utility.
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Within 30 days ef-the—seceiptof afier receiving a—written—statement—of customer
dissatisfaction related-to-a-serviee-or bill-dispute an informal complaint against the utility.

a designated Commission representative of-the-Commission shall endeaver aftempt to

resolve the dispute by-eerrespondence and/or-telephone through communications with the

utility and the customer_(written or telephonic or both). If resolution of the dispute is not

achieved within 20 days of the Commission representative’s initial effort, the Commission
shall hold an a infermal-hearingto-arbitrate-the resolution-of mediation regarding the
dispute. mﬂﬂﬁﬂ%&@%ﬁ%h%wﬁ% in accordance with

the following:
a. A Commission representative shall preside over the mediation, and the participants

shall be the customer and the > utility.

b. _ Each pasty participant may be represented by legal counsel, at the participant’s
own expense, if desired.

be.  Albsueh-informal-hearines The mediation may be recorded or held in the presence
of a stenographer.

ed.  Ad-parties-will Each participant shall have the opportunity to present written or
oral evideatiary—material to support the positions—of —the—individual—parties
participant’s position.

e, AH-parties Fach participant shall have the opportunity to cross-examine the other
participant. and the Commission’s Commission representative shall be-given have
the opportunity for-eross-examination-of the—various—parties—to examine each
participant.

ef. The Commission’s representative wik shall render a written decision to all partics

within five werking business davs after the date of the informal hearing. Sueh The

written decision of the arbitrater Commission’s representative is not binding on

any of the parties, and the parties wil-still-have shall retain the right 1o make a
formal complaint to the Commission.

The utility may implement normal termination procedures. under R14-2-211(C ) )(b). if

the customer fails to pay all undisputed bills rendered during the resolution of the dispute

by the Commission.
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4. Each utility shall maintain a record of written statements of dissatisfaction and their
resolution for a-minimum-of at least one vear and shall make such records available for
Commission inspection upon request.

Notice by utility of responsible officer or agent

1. Each utility shall file with the Commission a written statement containing the name,
address (business-—residence. and peost—office-mailing). email. and telephone numbers
(business-and-residenee) of at least one officer, agent. or employee responsible for the

general management of its operations as a utility in Arizona.

1

Each utility shall give notice, by filing a written statement with the Commission, of any
change in the information required herein within five business days from the date of any
such change.

Time-frames for processing applications for Certificates of C onvenience and Necessity

1. This rule prescribes time-frames for the C Commission’s processing of any application for a

Certificate of Convenience and Neceqmty Wmmﬁ&nm

filed pursuant to this Article.

2 Each utility shall give notice, by filing a written statement with the Commission, of any

change in the information required herein within five business days from the date of any

such change.

ad

Staff may terminate cease its review of an application if the applicant does not remedy all
deficiencies within 60 calendar days of the notice of deficiency.
4. After receipt of a corrected application. staff shall notify the applicant within 30 calendar

days #f that the corrected application is either administratively complete or deficient. 1f the

corrected application is deficient. the notice shall specify all deficiencies.

The time-frame for administrative completeness review shall be suspended from the time

|Ul

the a notice of deficiency is issued until staff determines that the application is complete.
3:6.  Within 150 days after an application is deemed determined to be administratively complete,
the Commission shall approve or reject the application.

6-7. For purposes of A.R.S. § 41-1072 through AR.S. § 41-1079 et-seq-, the Commission has

established the following time-frames:
a. Administrative completeness review time-frame: 120 calendar days:,

b. Substantive review time-frame: 150 calendar days:.
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g Overall time-frame: 270 calendar days.

#8.  Ifan applicant requests, and is granted, an extension or contmuance, the appropriate time-
frames shall be tolled from the date of the request during and for the duration of the
extension or continuance.

8:9.  During the substantive review time-frame, the Commission may. for good cause. upon its

own motion or that of any interested party to the proceeding. request-a-—suspension—of

suspend the time-frame rules.

1. Each utility shall file with the Commission, within 120 days after the effective date of new

rules or requirements adopted by the Commission. or within a shorter period ordered by
the Commission. tariffs which-are-in-complianee (hat comply with the new rules and

%Mﬁmmﬁgﬂed—by—mmm or_requirements_adopted by the
Commission within120-days-of the effective date-of such+ules.

Z Each utility shall file with the Commission any proposed changes to the utility’s tariffs on

file with the Commissio"%ﬁu@hﬁmpeseéehmgeﬁdmu—be-ae&)mm, along with a
statement of justification supporting the proposed tariff-ehange changes.
3. Any A utility’s proposed change to the utility’s tariffs on file with the Commission shall

not be-become_effective until reviewed and approved by the Commission. except as
provided for by law.
4, Each utility_shall make its applicable tariffs available on its website and. upon request,

— il AR T =%

either in paper form or in a readilv accessible electronic format such as Adobe PDF.

Accounts and records

1. No change

2, Each utility shall maintain its books and records in conformity with the Uniform Systems
of Accounts for Class A, B. C, and D Gas Utilities as adopted and amended by the Federal
Energy Regulatory Commission.

3 # Each utility shall produce or deliver in this state any or all of its formal accounting
records and related documents requested by the Commission. # A utility may. at its option.

provide verified copies of original records and documents rather than producing the

originals.
4, Al-utilities Each utility shall submit an annual report to the Commission, through the

Utilities Division. on a form preseribed by #the Utilities Division. The annual report shall
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be filed on or before the 15th day of April for the preceding calendar year. Repeorts If the
utility has received a report on the utilitv prepared by a certified or licensed public
accountant en-the-utility. ifany- the utility shall aceompany-the include a copy of the report
with its annual report submission.

3 Allutilities Each utility shall file—with submit to the Commission,_through the Utilities
Division, a copy of all reports the utility is required by to file with the Securities and

Exchange Commission.
6. Ab-utilities Each utility shall fle-with submit to the Commission. through the Utilities

Division. a copy of all annual reports the utility is required by to file with the Federal

Energy Regulatory Commission.
Maps. Ad-utilities Each utility shall file with the Commission a map or maps clearly setting forth
the location and extent of the area or areas thev-held-under included within the utility”s approved
certificates of convenience and necessity, in accordance with the Cadastral (Rectangular) Survey
of the United States Bureau of Land Management, or by metes and bounds with a starting point
determined by the aforesaid Cadastral Survey.
Variations, exemptions of Commission rules and-regulations. Variations The Commission may, by

order. approve variations or exemptions from the-terms-and-requirements—of any of the rules

included-herein (H4 AAC—Chapter2. in this Article 3) shallbe eonsidered-upon-the-verified cither
upon application of an affected party W*h&@emm&mughﬂmmﬁmm

establishing that the public interest requires such variation or exemption from-the Commission-eules

and-regulations or upon determining. on its_ own initiative, that such variation or exemption is

necessary to serve the public interest. Sueh-appheation—will-be—subject to—the review—of—the

case of conflict between these rules and-regulations and an approved tariff or order of the
Commission. the provisions of the approved tariff or order shall apply.
No change

A _utility shall obtain and maintain for each customer the customer’s preferred method of

communication. which may be email. U.S. mail. voice telephone call. text message. or other

communication method acceptable to the utility and the customer. Except as otherwise specitied

in this Article. a utility shall communicate with a customer and the customer’s designated third

party using the customer’s preferred method of communication. If a utility does not yet have a

customer’s preferred method of communication on file. the utility may use the U.S. mail.
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R14-2-315. Compliance by Gas Cooperatives

A. The terms and conditions for termination of service in a gas cooperative’s tariff approved by the
Commission prior to the effective date of this Section shall substitute for the provisions of R 14-2-
31

B. Notwithstanding R14-2-312(F). a gas cooperative that proposes to revise the terms and conditions
for termination of service included in its Commission-approved tariff shall file the proposed

revisions with the Commission. in a new docket. pursuant to R14-2-312(I). If the Commission fails

to approve, disapprove, or suspend for further consideration the proposed revisions within 60 days

following the cooperative’s filing. the revisions shall be deemed approved and become effective on
the 61st day following the filing.
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